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Documentation Guidelines

For Call Descriptions, Journal Entries, and Close Descriptions

Everyone using the Incident Management system shall follow the same documentation guidelines. Call
Descriptions, Journal Entries, and Close Descriptions need to be returned to our customers consistently
in order to provide a polished, professional image.

Avoid typing in ALL CAPS. This sometimes implies yelling and is often seen as offensive.
Use appropriate capitalization and punctuation.

Limit abbreviations (unless common).

Check for spelling errors.

Use descriptive responses. Remember, this information is going back to our customers.

Elaborate on the Resolution Sent to Customer. Do not use shortcuts such as: “Completed”, “Fixed”,
“Closed”, “Called User”, “Done”, etc. Let the customer know what was fixed, and restate key information
you may have told them. You do not need to document word for word the steps to resolution. However,
include enough information so that someone reading the Incident for the first time could have a
reasonable understanding of what occurred.

Keep a positive and concise tone. Write as if you are talking to someone.

Remember your audience. You will need to adjust your style when responding to technical and non-technical
customers.
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Starting Heat
Click on Start

Click on All Programs
Click on Heat

Click on Call Logging

[y
El
Launch

Inl

CD) winzip
[@ Accessaties 3
@ Administrative Tools 3
@ Games 3
f@ HEAT % admiristrator

@ Microsoft Office » Q AdvancedHEATConfig.exe
I Frintkey2000 v | Aert Monitor

[@ RealvNC 3 @/ Business Rule Editor
I/ startup 3
[@ Symantec Client Security ¥
I winzip »
7l ndobe Reader 7.0 HEES
Q Internet Explorer

@ Outlook Express

.

=

2| LoadDB Utilicy

o' Remate Assistance
e Wwindows Media Player [
3 windows Messengar

All Programs D h& Wiindows Movie Maker

@ Log Ff m Shut Down

B DHEBAE 1z0am
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Find your Heat ticket

If you received an email that a ticket has been assigned to you, you will need to acknowledge that ticket
by doing the following:

Click on File

Click on 'Go to Call ID'

Gallllopeimes=| WorkGroup] [= | E@
@ Fle | Edit ¥iew Group Customer Solution  Accessory Report  AutoJask  Window  Help - @x
i P mew call Record Ctrl+i
@ V Gave Call Record cerl+s By Stopwatch: Court: Status:

Sz (@ LockCall Record Chrl+L
& |@F unlock allty calls

= 88 Customer Type... Chr+T
_ITDl 3 reopen Call Record

B9 uick Close Fi0
::an‘l W Pt Call on Hold Chrl+H

? G0 ko Call 10, Chrl+G

ol Abandon Changes..
y Delete Call Recordis)...
& Remove Call from Group

assignment/Journal

Prink

G5 Print Setup...
Grid Page Setup...

Reset Calumn Widths

Attachments

Exit

v d 08 M4 b
o || |
Go to a specific call record Production Heat |2 ﬁ@@l@
D VIO AN DB swoan
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Enter the Call ID from your email, then click OK.

Call Logging - [Work Group] B E B
B0 Ble Edt view Goup  Customer

Solution  Accessory  Report  AutoTask  Window  Help
IR KN

-
|1nfacenter %| callo: Stopwatch: Count: Status:
B d AR
= Global

1.4 Lead Call: 00246368
ITDDATAT1 PROBLEMS

=34 Lead Call: 00241979
CJIS: users hang after trying to

login
GoNI o Gal (N
CalllD
l—
J Cancel
A= DE WA BB
]
Ready

FEICEIL
ducuun Heat RIS
FE———]FP_'__—]F@—-———ﬂ oll Logaing - [wierk ... o %E@.&!uﬁo@ 8:40 AM

Page 6 of 43



Acknowledge an assignment

To Acknowledge a ticket assigned to you or your team.

Click on the Assignment tab on the bottom of the screen. If the green arrows on the lower task bar are
active then you need to go to the last assignment record.

r° Lallltogeing o WorKGroupd ol ||

= [=]x]

6 Fle Edt ¥ew Goup Customer Soluon  Accessory  Report  Autolask  Window  Help

- 8%

FAR A A" -
InfoCenter X| Call ID: 00247532 Stopwatch: 00036 Count: 1 Status: Open
1

Ba S EE e e [Other Contact Info
=] Global F/L Mame |Gerald | [Tisen I} ame ‘
=34 Lead Call: 00246368 Location | Ground Floor JwING
ITODATAN PROBLEMS o | | e [0 R —
o City [BISMARCK State lasetien
3 8 Lead Call: 00241979
CUIS: users hang sfler trying o | D2PaNment [ITD SUPPORT CENTER | Dept # [1120] || E e | ]
login Division ]

E-mail | golson@state.nd.us ]

Assignment Assi Status

|

Assignments made for this call

Assignes; Use the AutoFill button to acknowledge or resolve.

[ Suppart Certer [~ Assigned by: Date: Time

Group: 012 1041172005 08:42:12am
[Support Certer | Acknowledged by, (27 |

Fhone: Cell Phane: Fager. 1 1 =1
|Fon) 228-4470] | ] [ |

Emel: Resolved by: g AutaFill
[ichelp@siatandus ] [ | [s ] |

2 E] Acallon| [ByDesl 0 [ assignment (1) | J Joumal (@ | ]
Wiew Assignments

TEICI

PR EE

Production Heat

M EEI | 5] tnbix - Micrasoft Out, . l (3 CiTemp

l ] HEAT Call Logging.do...

Call Logging - [Werk

T BV AR H@ sszan

Page 7 of 43



Click on the Acknowledged by: autofill button to acknowledge the assignment.

Callliopeing = WorlaGroupes ot ||

) Fle Edt View Goup Customer Solution Accessory Report  AutoTask  Window  Help
D APVL[NA PR
|nfacenter X| CallID: 00247532 Stopwatch: 000136  Count: 1 Status: Open
IR ‘% B® 3262972

=] o] | Gerald Olsan

3.8 Lead Call: 00246368 Ground Floor J*WING
ITDDATAT! PROBLEMS

=34 Lead Call: 00241979 BISARL m
(= & Lead Call:
CJIS: users hang after trying to iRl 0 S

login

golson@state.nd us

Suppoit Center

P B ACallog | [ Detsil (0) B Assignment (1) | B Joumsl (0) | G K A BB
10| ol | =@

Acknowledge Only Production Heat Zal| £ [ 3] <
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Reassign a ticket to yourself
Click on the Resolved by: autofill button to resolve the last assignment.

Calllsogaime s WorkaGroup s bofsll| |Z”E|E|

Fle Edit Wiew Group Customer Solution Accessory Report  AutoTask  Window  Help

IR KR

- 88X

| Infocenter X| callID: 00247532 Stopwakch: 00036 Count: 1 Stabus: Open
%A & ‘% e 3262972

2 Global | Gerald Olsan

34 Lead Call: 00246368 Grourd Floor JWING

ITDDATAT! PROBLEMS wsmerck

214 Lead Call: 00241979 BISMARCK o)

= ea all:

CJIS: users hang after trying to iRl 0 S

login

golson@state.nd.us

Suppoit Center

P B ACallog | [ Detsil (0) B Assignment (1) | B Joumsl (0) | G K A BB
10| ol | =@ | &

Resolve Only Production Heat 2= #7381
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Right click the mouse anywhere within the assignment portion of the screen and then click on New
Assignment.

Calllsogaime s WorkaGroup s bofsll| |Z”E|E|

) Fle Edt Wew Group Customer Soltion Accessory Report Autalack  Window  Help

FIEE LK E

- 88X

InfaCenter X CallID: 00247532 Stopwatch:  0:00:36 Count: 1 Status: Open
# A & ‘% B ® 32682972

a Global |
£ Lead Call: 00246368
ITDDATAT1 PROBLEMS

=34 Lead Call: 00241979
CJIS: users hang after trying to
login

Gerald

Ground Floor JWING
BISMARCK.

ITD SUPPORT CENTER

golson@state.nd us

Suppoit Center

Acknowledge E

Resolve

Abandon Changes?
Delete Assignment. ..

Reorder Assignments...

P B ACallog | [ Detsil (0) B Assignment (1) | B Joumsl (0) | G K A BB
10| ol | =@ | &

Create new recard Production Heat Zal| £ [ 3] <

Page 10 of 43



Type your name in the Assignee field and press the tab key.
Click on the Acknowledged by: autofill button to acknowledge the assignment.

Callllogging - [WorkGroup - diofdl = =[]
@ File Edit ¥iew Group Customer Solution  Accessory  Report  Autolask  Window  Help

IR X KR

- 88X

InfoCenter X| CallID: 00247532  Stopwatch:  0:00:42 Count: 1 Status: Open
# A & ‘% B ® 32682972
2 o] | Gerald Okon
=3 4 Lead Call: 00246368 Ground Floar JAWING -
ITDDATAT1 PROBLEMS wsmerck
=34 Lead Call: 00241979 BISMARCK m
(= & Lead Call:
CJIS: users hang after trying to TD SUPPORT CENTER
login
golsoni@state.nd.us

Gerald Olson

P B ACallog | [ Datsil (0) B Assignment (1) | B Joumsl (0) | T F M 4 BB
| I )

Acknowledge Only Production Heat Zal| £ [ 3] <
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Reassign a Heat ticket to another group

Click on the Assignment tab on the bottom of the screen. If the green arrows on the lower task bar are
active then you need to go to the last assignment record.
If the last Assignment record has not been acknowledged, click on the Acknowledged by: autofill button.
Click on the Resolved by: autofill button.
Right click the mouse anywhere within the assignment portion of the screen and then click on New

Assignment.

You now need to determine which team the ticket needs to be assigned to. l.e. (Calls assigned to
Development that need to be reassigned to someone on the Support Center team should be reassigned
to Support Center. Enter the group name in the Assignee field and press the tab key. You can also click
on the down arrow key and select the group you want.

r¢ Callifopprnms el llSopsal| Statis/open el b Haorel by d J ﬂl
_rp Eile  Edit iew Group Customer Solution  Accessory  Report  Autolask  Window  Help -8 X
D ADPDPLE A bR
Infocenter X| CallID: 00247532  Stopwatch: 0:02:48  Counk: 1 Status: Cpen
BAf TS CustID # (701 | [320-2822 [Dther Contact Info
8 Global FAL Name |Gerald | [Dlsan | ame [ =
£ Lead Call: 00246368 Location [Ground Floor JWING | ITD
ITDDATAT1 PROBLEMS Roorelll ] el ]
B City [BISMARCK, State ezt | || ==
Lead Call: 00241979 -
CJIS: users hang after trying 1o Depariment | 17D SUFFORT CENTER | Dept # [1120] || Email | |
login Division | |
E-mail | golsoni@state.nd us |
Assignment Assignment Status
Assignee: Use the AutoFill button to acknowledge or resolkve.
[ Suppart Center ) Assigned by: Date: Time
Group: [go12 | [1oa12005 | [054535%m]
[Suppart Certer | Acknowledged by & Autofil |
Phane: Cell Phone: Pager: Il o
7oy 328-4470] | ] [ |
E-mail Rezalved by: & dutofil
|\tdhe\p@slale.nd {13 ‘ ‘ | | [ | ‘ |
P B Call Log Detail (0] dessignment (2) | @ Joumal 10 | 0 04 4
19 | @
Acknowledge Only Froduction Heat =l 7] | &

M % O] tnbo - Micrasoft Out, .

(23 Ci\Temp B HEAT Call L

0gging.do...

- Call Loaging - [Callo...

2 RVIOE A END LB esoan
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Click on the Save Call Record icon.

B0 Ble Edt view Goup  Customer Solution  Accessory  Report  Autalask  Window  Help

- 8 X
P AP b
|1rfocenter X| CalID: 00247532 Stopwakch: 0:04:20  Counk 1 Skabus: Open
O, ‘Save Call Record (CtrHS) Gor |
7o 328-2522
2 o] | Gerald
3.8 Lead Call: 00246368 Ground Floor JWING
ITDDATAT1 PROBLEMS BISMBRCK
=34 Lead Call: 00241979
CJIS: users hang after trying to TD SUPPORT CENTER
login

golson@state.nd us

Suppoit Center

P B ACalog | [ Datsil (0) B Assignment (2) | B Joumsl (0) | T F M 4 B
£l I )

Save changes to the current call record Froduction Heat <

]| /) G| €
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Journal Notes

There are four types of Journal Notes:
Notes

Resolved, Close Pending

Technical Notes

Resolution not acceptable

Information entered with a type of 'Notes' or 'Resolved, Close Pending' or 'Resolution not acceptable’ will

be sent to the Customer.

Information entered with a type of 'Technical Notes' will NOT be sent to the Customer.

Responsiveness reporting is assisted by the use of 'Resolved, Close Pending'. The system determines
how long it took you to respond back to the customer with a fix to the problem. Using this journal note
allows you to record that you have contacted the customer and have a fix for them but you want to leave
the incident open for a period time to allow the customer to verify that the problem has been resolved. If
no 'Resolved, Close Pending' journal is found then the Close date is used for reporting purposes.

Cust D #

Other Caontact |mba:

FAL Mame |Support Center | |ITD | M arne | |
Location |GROUND FL JWING [l Prore [ ] - | Eat| |
City |Bismarck | State Location | |
Department |Informatinn Technology Department | Drept ﬂ|112D | E-rnail | |
Division | |
E-mail |itdhelp@state.nd.us |
Journal Type: |Hesolved, Cloze Pending D|

Entered by: |go1 2

| | 12¢05/2005 | [08:20:47am)
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Resolution reporting is assisted by the use of 'Resolved, Close Pending' and 'Resolution not acceptable'.
The system determines how long it took you to resolve the incident by the Close date if no 'Resolved,
Close Pending' journal is found, if one is found then the system determines the length of time based on
the last 'Resolved, Close Pending'. 'Resolution not acceptable' is used when a Customer communicates
back that the fix did not work. At that time the journal note would be created and Resolution reporting
would be listed as either to the next 'Resolved, Close Pending' or the Close date.

CustiD # [701_|[3284470_|

Other Contact Info:

FAL Name |Suppolt Center | |ITD | Marne | |
Location [GROUND FL J-wING ||| Phone [ ) | Ext| |
City |Bismarck | State L ocation | |
Department |Information Technology Departrent | Dept ﬂ|112D | E -mail | |
Division | |
E-mail |itdhelp@state.nd.us |
Journal Type: |F|esoluti0n rot acceptable D|

Entered by: |gol2

| | 12/05/2005 | |08:20:47am
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Using Attachments

Any file(s) can be added to a Heat ticket, which in turn can be viewed by anyone who has access to that
ticket. Deleting of attachments can only be done by the Service Desk.

To use Attachments, you must first turn on the Attachment task bar in Call Logging. To do this, click on
‘View’ on top of the window, then click on ‘Attachment Bar’. You should now see a checkmark next to
‘Attachment Bar’ and see the Attachment task bar at the bottom of the Call Logging window.

Gallliopemes] WorkGroup] =] E
@ Eile  Edit | Wiew | Group  Customer  Solution  Accessory  Report  Autolask  Window  Help - Fx
AT HJ Call Log At
[Ifocenter | Detai Atz Stopuatch: Court: Status:
¥ O, & ‘@ Assignment Alt+3

= Glo  Journal B+
E1 Lead Call: | - i
ITDDATATT PR B

0P Lead Call:{ [ ] Atactmenc g

CJIS: users han . K

Call Status Banne!
lagin

Status Bar

Taolbar...

InfoCenter 3
SupportMall... F11
@ Alams... shift+F11
B Activity Log...

= AF W4 b

| 252
Shove or hide the attachment bar Praoduction Heat ”?1 ¥ @I@I\EI\QI

D VEO AENB DB omian
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To add an attachment, you must first go to the Heat ticket that you want the attachment added to, then

click on the ‘Display Attachment Bar Menu’ icon in the lower left corner of the Call Logging window, then
click on ‘Add Attachment'.

- [Big Dogs (B) - 1 of 1]

B0 Ble Edit  vew

[

Add Attachment. ..

Group  Customer  Solubion  Accessory  Report  AukoTask  window  Help
D DL BV DHESP WA ATD 2.
InfoCenter X| Call ID: 00249036  Stopwabch:  0:26:23  Count: 1 Status: Open
A & @ & Cust D # E 3285230 Other Contact Info
= Glohal F/L Name [ROD | [PEGORS | Name |
@ & Lead Call: 002587 Location | 3303 E MaIM - BRICK. BLD WEST OF PEN [l Phore [ ) | Ext]
fm - Fixed Ass"et City |BISMARCE, et ‘
errar occurred Department | Department of Carrections & Rehabilitation E-mail ‘
Division |
E-mail |rpegors@state. nd us |
Category: \web Systems | Impact: |Medium | |F|eslricls ability to conduct business |
Call Type: [work Management System | Urgency: |Medium | |Need resolution in near future |
Sub-Cal Type: v| Priority: 3|
Referred by: M lssue: | | |

Incident as reported by customer

wirnz loggin izsue. See joumal

Resolution sent to customer

Melanni Hoff has submitted service requests in the past - $0 waz a part of the conect group upan set up. The last request submitted was 10/28/2004. The

~
issues mentioned in the Jourmal from A1Ysit [he said that sometimes wins does not updats the member in the group. ' itdappsarp’ ] was resolved sarlier in the
ear - zo should not have been an issue with this account. Ticket was left open to see if there were any ather issues with reguest submittals-doesn't appear to 2
Received By: | ahoesel 10/24/2005 || 01.31:08pm | Escalated toLevel (2|
Modified By: [pdosch 02/10/2006 | | 0B:5054am | Survey received on Y Override Recy Date: [T
Closed By I Orriginal Pricity: El Override Close Date: l:l

/ Call Log Detail (0] @ Assignment [2) I Joumal [3]

loginfsecurity

3ll Logging - [Big Do. ..

gff M4 bk

Test Heat
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Enter the text you want on the button in the description field, then browse to the file you want to add, and

then click OK. Do NOT remove the checkmark from ‘Copy Attachment’, doing so will place the
attachment on your pc and not the server.

Il Logging - [Big Dogs (B) - 1 of 1]

@ File Edt Wew Group Customer Solution  Accessory  Report  AutoTask  Window  Help

- 88X
P 4DYE BT HSP WAL H/ A 2.
Call D¢ 00249036 Stopwatch:  0:26:23  Counk: L Status: Open
HAL BT CustiD # [7m1_| [3286230 | Other Contact |ifo
=} Global F/L Mame |ROD | [FEGORS ] Narme J
@ & Lead Call: 002587 Lacation | 3303 E MAIN - BRICK. BLD WEST OF FEN [ Phane [ - | Eut| |
Fin - Fixed Asset City | BISMARCK. | state sl |
srror occurred Department | Department of Corrections & A ehabilitation | Diept & E-mail ‘
Division |
E-mail | rpegors@state nd.us |
Categary: |wish Sustems Vl Impact: |Med\um | |Heslricts ability to conduct business |
Call Type: [wior £ el e ar fuiture |
Sub-Call Type: Enter New Attachment Information fo
Refermed by

Description

QK I
|F’rob|em ¥ Copy Attachment

File Marmne: (Lt
Ic' “temphreadme bt Browse... Help

Incident az reported

wms loggin izsue. 3

Resolution sent to customer

b elanni Holf has submitted service requests in the past - so was a part of the comect group upon set up. The last request submitted wag 10/28/2004. The
izsues mentioned in the Journal from Al Vet (he said that sometimes wins does not update the member in the group..." tdappsarp’ ] was resolved earlier in the
ear - 30 should not have been an issue with this sccount. Ticket was left open to see if there were any other issues with request submittals-doesn't appear to

< (05

Received By [ shossel 10/24/2005 || 01:31:08pm | Escalated to Level: [2 |
todified By: | pdosch 02/10/2006 || 06:50:54am | Survey received on: L
Closed By: L ] Original Pricrity: E

Overide Recy Date: l:l
Overide Cloze Date: l:l
i CallLog Detail (0) | [E Assignment (2) | @ Joumal (31 | ) @ 0 4 BB

@ % login/security

215 Am

Page 18 of 43



You should now see the button in the Attachment task bar that you just added.
Click on the button to view the Attachment.

- [Big Dogs (B) - 1 of 1]

@ File  Edit Yiew Group Customer  Solution  Accessory  Report  AutoTask  window  Help

D aPvE Y AP WA AT T

- 82X

InfoCenter X| CallID: 00249036  Stopwatch:  0:26:23 Count: 1 Status: Open
A& EBED o o1 | [z2se20 | Cther Contact Info:
= Glohal FAL Name [ROD | [PEGoRS \ Name \
= & Lead Call: 002587 Lacation | 3303 £ MAIN - BRICK BLD WEST OF FEN [l Phone [ ) - | Eut | |
Fin - Fixed Asset City [BISMARCEK, | State Lesetian |
error oceurred Department | Department of Corrections & Rehabilitation | Dept # E-mail ‘
Diivizion |
E-mail |rpegors{@state.nd.us |

Categone |twsh Systems

| Impact |Medium ‘ |F|estricts ability to conduct business |
Call Tppe: 'work, Management S pstem | Urgency: |Medium ‘ |NEEd resolution in near future |
Sub-Call Type: | Priority: El
FRefered by ] lssue: | | |

Incident az reported by customer

wms loggin issue. See journal

Resolution sent to customer

Melanni Holf has submitted service requests in the past - so was a part of the correct group upon set up. The last request submitted was 10/28/2004. The
izzues mentioned in the Joumal from Al'Weit [he zaid that sometimes wms does not update the member in the group...' itdappsgip’ | was resolved earlier in the
ear - 30 should not have been an issue with this account. Ticket was left open to see if there were any ather issues with request submittals-doesn't appear to

< D=

Fieceived By [ahoesel 10/24/2005 | [ 01:31:08pm | Escalated to Levek [2_|

Modified By: |pdosch 02/10/2006 || 06:50:54am | Survey received on: Y] Overide Recy Dats C_zz |
Closed By: I it Original Pricriy: [3 | Dveride Close Date [ ]

D A CallLog | (&) Detail (0 | [ assigrment (2) | Jl Joumal 31| 0 @& 04 4 B B
@ % loginfsecurity | Probletm ‘ ﬁ =] g

Test Heat o e ]

i4 start
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Close a Heat ticket

Click on the Assignment tab on the bottom of the screen, go to the last assignment.
Click on the Resolved by: autofill button.

Calllioperng = (Callliog-Callstatusiopeniaes B tiof EY)

B0 Fle Edt view Goup  Customer Solution  Accessory  Report  Autalask  Window  Help

-8 x

D APVE NP,
|nfacenter X| CallID: 00247532 Stopwatch:  0:12:51  Count: 1 Status: Open

R AL L

= Global | Gerald Dlson

3 & Lead Call: 00246368 Grourd Floor JWING

TODATAT1 PROBLEME )]

# Lead Call: 00241979

CJIS: users hang after trying to TD SUPPORT CENTER

login

golson@state.nd us

Suppoit Center

P B ACalog | [ Detsil (0) B Assignment (3) | B Joumal (0) | T G M 4 BB
10| ol | =@ | &

Resolve Only Production Heat 2= #7381
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Click on the Call Log tab on the bottom of the screen.
Type in your resolution information in the Resolution sent to customer field.
If you need to override the Close date and time you may enter that now, this should be used when you have

worked on an incident while oncall or After Hours and you need to enter the appropriate Close date and time
rather than the current date and time.

Click on the Quick Close icon.

- [Big Dogs (B) - 1 of 1]

@ File  Edit Yiew Group Customer Solution  Accessory  Report  AutoTask  Window

Help -0 X
D 4DDE BT BHSD WAL AET 2.
InfoCenter X| CallID: 00249036  Stopwatch:  0:26:23  Count: 1 Status: Open
i N -} = CustID # El [328:6290 | Other Cantact |nfo:
= Global FAL Name |ROD | [PEGORS | Mame |
= & Lead Call: 002587 Location | 3303 E MAIN - BRICK BLD WEST OF FEM |1 Phane [ - | Ea | |
l—'in - Fined Assl;let City [BISMARCK. (el |
eror occutred Department | Department of Comections & Rehabilitation E-mail |
Divigion |
E-mail |rpegors@state. nd.uz |
Cateqary: |wieb Systems ¥ Impact: |Medium | |F\estncts ahility to conduct business |
Call Type: [wiark Management System | Urgency: |Medium | |Need rezolution in near future |
Sub-Call Type: *| Priority: El
Retened by: ] Issuie: | ‘

Incident as reported by customer

wmz loggin issue. See jourmal,

Resolution sent b customer

Melanni Hoff has submitted service requests in the past - s0 wag a part of the comect group upon set up. The last request submitted was 10/28/2004. The

A~
issues mentioned in the Joumal from A1 Yeit (he said that sometimes wins doss not update the member in the group. ' itdappsgrp' ] was resolved earlier inthe
ear - 30 should not have been an issue with this account. Ticket was left open to see if there were any other izsues with request submittals-doesn't appear b @
Fiecsived By: | shoesel 10/24/2005 | [ 01:31:08pm | Escalatedto Levet [2 |
Modiied By: [pdosch 02/10/2006 | | 05:50:54am | Survey received on: i Oueriide Recy Date: ]
Clased By: /4 T Original Priarity: [3 | Ouenide Close Date: ]

i CallLog Detail (1) | B Assigrmert (21 | B Jownal (3] 0 F 14
@ % loginfsecurity | Proklem |

Test Heat
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Running a Crystal report within Heat
*Note: Running a report in Heat is controlled by the Security Role that you have. If you do not see any
reports and feel you should please contact the Service Desk.

Click on the Report pull down menu.
Click on Manage Reports.

Dgs {B)- 1 of 1]

@ File  Edit  Wew Group  Customer  Solution  Accessory eport | AutoTask  Window  Help

P HPVE Y DHSP WA b MR
Infocenter x| ColID: 00243036 Stopwatch:  0:26:23 | B Manage Reports..
a4 & _é' 3] —— E [ Run Crystal Report... fr————
=) Global F/L Mame |ROD & [ ‘
@ & Lead Call: 002587 Location | 3303 E MAIN - BRICK. BLD WEST OF PEN J1[ Phone [{ ) - | Ext| |
Fin - Fixed Asset City | BISMARCK | State L ocfion \
error occurred Department | Department of Corrections & A ehabilitation | Diept h E-mail ‘
Division |
E-mail |rpegors@state nd.us |
Categary: |wish Systems *|  Impact |Medium | |Heslncts ahility to conduct business |
Call Type: ok Management System | Urgency: |Medium | |Need resolution in near future |
Sub-Call Type: +| Priority: Zl
Referred by: “

|szue: | ‘

Incident as reported by customer!

wms logain issue. See joumal.

Resolution sent to customer

b elanni Holf has submitted service requests in the past - so was a part of the corect group upon set up, The |ast request submitted waz 10/28/2004. The
izsues mentioned in the Journal from Al Vet (he said that sometimes wis does not update the member in the group..." tdappsarp’ ] was resolved earlier in the
ear - 30 should nat have been an issue with this sccount. Ticket was left open to see if there were any other issues with request submittals-doesn't appear to

Feceived By: [ shossel 10/24/2005 || 01:31:08pm | Escalated to Level: [2 |
Modified By: [pdnsch 02/10/2006 || 06:50:54am | Survey received on: i Overide Recy Date: ]
Closed By: I : Driginal Friority: [3_| Dveriide Close Date: T

i CallLog Detail 1) | [B Assigrmert 12) | @ Jounal 21| 0 )4 [
@ % login/security | Problem |

Ready Test Heat
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Select the report from the list and click run.

Call Logging - [Work Group] B E X

PlAPVG[ BB,
InfoCenter X Call I0:
B AE®

a Global |

1.4 Lead Call: 00246368
ITDDATAT1 PROBLEMS

=34 Lead Call: 00241979
CJIS: users hang after trying to
login

0|

Ready

G Fle Edt view Goup Customer Solufion Accessory Report Autolask  Window  Help

- 88X

B ManageiRenorts
Shortcut  Default  Advanced  Help

" Personal

& Team BIG DOGS (B] Team
" Gilobal

Al

E_) Repart Shortcuts
LR E ends
Edi..
Delete..
Copy...

Mew Folder.

™ Show Empty Falders Associated Toolbar Button:

TF M4 bR
ol | 2|6 |9

ﬁr""—_ oll Logaing -

Production Heat P2 EEHQ)”E”Q|
VIO AN O sutan
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*Note: Reports are stored with data, meaning what you see at first is data from an older run. You need to
refresh the data by clicking on the lightning bolt icon. If there are parameters to be entered the program
will ask for those at this time.

[[logging = [Reportbal

[ HENE] = =] L]l

Fle Edit Wiew Group Customer Solution  Accessory Report  Autoask  Window  Help

il o

I-'ll'jFoCenter'r x & & 5% "—L| ’710F1+ [ Ty mw&'f’“\fﬁtal":"
a & BARE®

Preview 1
= Global Refresh

=147 Lead Call: 00246368

- 8%

ITDDATA11 PROBLEMS Tickst # b ep =
(=3 @ Lead Call: 00241979 oo1a4871  TX1J101  Txisess
CJIS: users hang after trying to

Call Deseription TH1J101 ABENDED IN STEP TH16645 WITH A4 U2747. ERROR = == 0B ABORTED - BAD COMPLETION CODE™™". ONCALL

lagin TO BIG D. VERN.

Close Deseription  t seems that the job abended because it did not get logged in comectly to natural. Maybe ancther job ran at the same time or
something. | just restarted the job and it ran comectly.

wJoumal Notes ERN CALLED BACK AND REQUESTED JOB BE RESTARTED AGCORDING TO RESTART INSTRUCTIONS. IT COMPLETED
oK

ooiessos TX1J301  TxiozAs

Call Deseription TH1J301 ABENDED IN $TEP TH10245 WITH AN ERROR CODE OF 5122, ERROR = "+ HOMATCH FOUND FOR FORM-YR
3004 AND FILE STAT 1....@62 INVALID FIND IN TH710040-REC". CANCELED WITH DUMP, HAS
BACKOUTS,RESTOREVERIFY. ONCALL

PRIORIT Y3
Cust|D:378-4327
Firstname:DEREK
CallType:BATCH

JOB NAMETXLEDT
STER NAMET$10245
ERROR CODE:S122
Coord DEPT:Tax Dept
ON CALLY
Fesignee:8IG DOGS (8)
CALL STATUS:Open
Category:Operations

Close Description  One input record contained an invalid form year. | had database backout the files. | copied the production file to a test file and
camected the bad record. | also copied the JCLto my lib and set it up to use the test fle. | had operations run verity on tx 102050,
run the restore job @b 1j181). restart outside of ope using the JCLin my lib DK12Z.0EVICLTH1E01), and force complete once the
job completed successtully

Joumnal Notes Stewe called and had me run werify on tx102050 and restore (£ 1181) which completed successhully. | restarted
DK1Z.DEV.JCLITH 1301 from his librery and it completed ok, FC the on in abend O after shecking condition oodes

00228253 TX1J301  Twi0zAs

Call Deseription TX1J201 ABENDED IN STEP TX10225 WITH AN ERROR CODE OF §122.CALLED ANETTE ZELLAR

| I

Ready Production Heat 25| Al

% | 0] Inbox - Micrasoft Out,.. | L3 C:iTemp ) HEAT Call Logging.da... s ¥ VIO 43D OB s
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*Note: To make sure that the report has completed before printing make sure you click on the right arrow
to force the program to show you the last page. Some reports have subreports that may not totally finish
until you do this.

| 3Galllopeine - [Repsri Baichabends] = |[=] J|

Fle Edit ¥iew Group Customer Soluion  Accessory Report  AutoJask  Window  Help _&@x
P 4D .
InfoCenter x powered by [
maAf GED S &7 hd 1 oaf1+ > M 4 crystal®,®
=l BN Pravien 1 Ik
= Global Go to Last Page
=147 Lead Call: 00246368
ITDDATA11 PROBLEMS Ticket # &b 20 b
& @ Lead Call: 00241979 oo1a4871  TX1J101  Txisess
CJIS- users hang afler trying 10 Call Description  TH1.101 ABENDED IN STEP TH16655 WITH A U3747. ERROR = " J0B ABORTED - BAD COMPLETION CODE™. ONCALL
lagin TO BIG D. VERN.

Close Deseription  t seems that the job abended because it did not get logged in comectly to natural. Maybe ancther job ran at the same time or
something. | just restarted the job and it ran comectly.

wJoumal Notes ERN CALLED BACK AND REQUESTED JOB BE RESTARTED AGCORDING TO RESTART INSTRUCTIONS. IT COMPLETED
oK

ooiessos TX1J301  TxiozAs

Call Deseription TH1J301 ABENDED IN $TEP TH10245 WITH AN ERROR CODE OF 5122, ERROR = "+ HOMATCH FOUND FOR FORM-YR
3004 AND FILE STAT 1....@62 INVALID FIND IN TH710040-REC". CANCELED WITH DUMP, HAS
BACKOUTS,RESTOREVERIFY. ONCALL

PRIORIT Y3
Cust|D:378-4327
Firstname:DEREK
CallType:BATCH

JOB NAMETXLEDT
STER NAMET$10245
ERROR CODE:S122
Coord DEPT:Tax Dept
ON CALLY
Fesignee:8IG DOGS (8)
CALL STATUS:Open
Category:Operations

Close Description  One input record contained an invalid form year. | had database backout the files. | copied the production file to a test file and
camected the bad record. | also copied the JCLto my lib and set it up to use the test fle. | had operations run verity on tx 102050,
run the restore job @b 1j181). restart outside of ope using the JCLin my lib DK12Z.0EVICLTH1E01), and force complete once the
job completed successtully

Joumnal Notes Stewe called and had me run werify on tx102050 and restore (£ 1181) which completed successhully. | restarted
DK1Z.DEV.JCLITH 1301 from his librery and it completed ok, FC the on in abend O after shecking condition oodes

00228253 TX1J301  Twi0zAs

Call Deseription TX1J201 ABENDED IN STEP TX10225 WITH AN ERROR CODE OF §122.CALLED ANETTE ZELLAR

Ready Production Heat 25| Al

%ﬁ | 0] Inbox - Micrasoft Out,.. | L3 C:iTemp ] HEAT Call Logging.da... | g ¥ VIO 43D OB aam
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You can now view the report, print the report or by clicking on the envelope icon next to the lightning bolt
you can export a .pdf file of the report.

ililfogging SJReportE

[ iabends]| - =] LJ'

File Edt “iew Group Customer  Solubion  Accessory  Report  AutoTask  Window  Help _ 8 x
P 4P -
InfaCenter x = poweres

S & 7 = o1t b oM & Crystalee

o =)
Lol q:] Preview 1
=) Global Export Repart

1.8 Lead 00246368

ITDDATAT! PROBLEMS Ticket # ob e =
=14 Lead Call: 00241979 00194871 TX1J101 18653

CJIS: users hang after trying to Call Description  TH1J101 ABENDED IN STER TH16658 WITH & U2747. ERROF = = 108 ABORTED - BAD COMPLETION CODE ™ ONGALL

login T0 BIG O, WERN.

Close Description  t seams that the job abended because it did not get logged in comectly to natural. Maybe another job ran =t the same time or
samething. | just restarted the job and it ran comectly.

Joumal Notes ERN CALLED BACK AND REQUESTED JOB BE RESTARTED ACCORDING TO RESTART INSTRUCTIONS. IT COMPLETED

oo1ass0s  TX1J301  TiozAs

Call Deseription TH1J201 ABENDED IN STER TH102A5 WITH AN ERROR CODE OF 6122, ERROR = "+ NOMATCH FOUND FOR FORM-YR
2004 AND FILE-STAT 1....@62 INWALID FIND IN TX710040-REC". CANCELED WITH DUMP, HAS
BACKOUTS,RESTORENVERIFY. ONCALL

PRIORITY:A
Cust] D:328-4327
Firstname:DEREK
CallType:BATCH

JOB NAMETH101
STER NAWET$10245
ERROR CODES122
Coord DEPT:Tax Dept
ON CALL:Y
Resignee:BIG DOGS (8)
CALL STATUS:Open
Category:Operations

Close Deseription  One input recond contained an invalid form wear. | had database backout the files. | copied the production file to @ test file and
comected the bad record. | also copied the JCLto my lib and et it up to use the test file. | had operations mun verify on te10Z050,
run the restore job (i 1j11). restart outside of ope using the JCLin my fib DK12.0EICLTH10), and force complete once the
job completed suscessfully.

Jaumal Notes Steve called and had me mun verify on 1102050 and restore (tx [161) which completed successully. | restarted
DK1Z.DEV.JCLITH1J301) from his library and it completed ok, FC the on in abend O after checking condition codes

00220253 TX1J301  Txi02As

Call Deseription T#1J301 ABENDED IN STEP TH10245 WITH AN ERROR CODE OF 5122.CALLED ANETTE ZELLAR

Ready Production Heat 25| |

% - | O] nbos - Microsaft,., | 23 CiTemp 8 HEAT Cal Loggin... 3 & Herman, Yernon .. | 2 RVio/E 43N OB szoan
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If you print this report often you can create a shortcut to that report by:

After you select the report

Click on associated toolbar button

Call Logging - [Work Group] E E b

) Bl Edt Wiew Goup Customer Soltion Accossory Report  Autolask  Window  telp

AR R IERR e
InfoCenter X Call I0:
WP BE®

a Global |

=147 Lead Call: 00246368
ITDDATA11 PROBLEMS

=14 Lead Call: 00241979
CJIS: users hang after trying to
login

E ManaesRenonts
Shorteut  Default  Advanced  Help

" Personal

@ Team BIG DOGS [B] Team
" Gilobal
ol

2 Report Shortouts
PRE N 6aich abends

™ Show Empty Faolders

Edi...
Delete.
Copy...

New Folder.

Associated Toolbar Button:

TE W4 kR

- 8%

al | 2|6 |

Production Heat

PEERES]

BVIC@AEND O sz
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Select an icon
Click ok

Call Logging - [Work Group]

S CIES
@ Fle Edit Wiew Group Customer Solution  Accessory Report  Autolask  Window  Help B x
FIE PRI
InfoCenter *| CallID: .B =
% q r ‘@ % @ Shorteut  Defaulk  Advanced  Help

a Global |
1.4 Lead Call: 00246368 [
ITDDATA11 PROBLEMS " Personal
214 Lead Call: 00241979 @ Team [BIGDOGS B Team | oloc e
CJIS: users hang after trying to " Global
login ~ ¥ Display Imags
V(
E_) Repart Shortcuts
& Batch abends
Stack. | Custom |
W Sy e  Insert aNew Taabar Button
" Updata Tools Collection
Cancel
¢ 2 T8 M4 BFM

], ]
Ready Production Heat HQIMEEH@”E”Ql
D VIO AN OB wzean

A O] 53 il el e
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Now you can just click on the icon in the toolbar each time to start the report.

Call Logging - [Work Group] B@ X
Fle Edit Wiew Group  Customer

Solution  Accessory  Report  AutoTask  Window

b -8 X
| P& 4 b BIE,
|15£oczte; ‘@ - | caim? E| Manage Reporis

Shartcut  Default  Advanced  Help
a Global |
£ Lead Call: 00246368 T

ITDDATAT1 PROBLEMS " Personal
=34 Lead Call: 00241979 & Team BIG DOGS [B] Team
CJIS: users hang after trying to " Global
login o]
[ Report Shortcuts Add
[REY £t s _I
Edi..
Delete..
Copy...
Mew Folder.
I~ Show Empty Folders Associated Toolbar Buttar:
¢ 2 T8 M4 BFM
| |0 |
Ready

Production Heat ”2.M|@|Q}”§”Q|
D VIO AN OB wzean
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To close the report just click on the lower X in the upper right corner of the screen.

Fle Edt View Group Customer Solution  Accessory  Report  AutoTask  Window  Help .5
b P Y . A

I:Focanterr x E Fs ,ﬁ ’—IUFH ] A ,n»E.Fvgtal‘:_
3 & EAR®

Preview 1
= Global
1.4 Lead Call: 00246368
ITDDATAT1 PROBLEMS Ticks # b Step =
=14 Lead Call: 00241979 00194871 TX1J101 18653
LB wsers hang aller trying to Call Description  TH1J101 ARENDED IN STER TH16665 WITH A UZ747. ERROR = "™ J0B ABORTED - BAD COMPLETION CODE ™. ONCALL
login T0 BIG O, WERN.

Close Description  t seams that the job abended because it did not get logged in comectly to natural. Maybe another job ran =t the same time or
samething. | just restarted the job and it ran comectly.

Joumal Notes ERN CALLED BACK AND REQUESTED JOB BE RESTARTED ACCORDING TO RESTART INSTRUCTIONS. IT COMPLETED

oo1ass0s  TX1J301  TiozAs

Call Deseription TH1J201 ABENDED IN STER TH102A5 WITH AN ERROR CODE OF 6122, ERROR = "+ NOMATCH FOUND FOR FORM-YR
2004 AND FILE-STAT 1....@62 INWALID FIND IN TX710040-REC". CANCELED WITH DUMP, HAS
BACKOUTS,RESTORENVERIFY. ONCALL

PRIORITY:A
Cust] D:328-4327
Firstname:DEREK
CallType:BATCH

JOB NAMETH101
STER NAWET$10245
ERROR CODES122
Coord DEPT:Tax Dept
ON CALL:Y
Resignee:BIG DOGS (8)
CALL STATUS:Open
Category:Operations

Close Deseription  One input recond contained an invalid form wear. | had database backout the files. | copied the production file to @ test file and
comected the bad record. | also copied the JCLto my lib and et it up to use the test file. | had operations mun verify on te10Z050,
run the restore job (i 1j11). restart outside of ope using the JCLin my fib DK12.0EICLTH10), and force complete once the
job completed suscessfully.

Jaumal Notes Steve called and had me mun verify on 1102050 and restore (tx [161) which completed successully. | restarted
DK1Z.DEV.JCLITH1J301) from his library and it completed ok, FC the on in abend O after checking condition codes

00220253 TX1J301  Txi02As

Call Deseription T#1J301 ABENDED IN STEP TH10245 WITH AN ERROR CODE OF 5122.CALLED ANETTE ZELLAR

Production Heat 25| |

— =
% - | O] nbos - Microsaft,., | 23 CiTemp 8 HEAT Cal Loggin... 3 & Herman, Yernon .. | 2 RVio/E 43D OB szzan
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Viewing Heat major issues

When the Service Desk determines that more than one call is related to a problem they will create an
Issue using the Heatboard. These Issues will contain all Heat tickets with the same problem, when the

Issue is resolved then all Heat tickets will be closed. To view an Issue you need to do the following steps:
Turn on InfoCenter

Click view
Click InfoCenter
Click show InfoCenter

F_!]
- File Edt | View | Group Customer  Solution  Accessory  Report  AutoTask  Help

B A Attachment Bar

InfaCenter Call Status Banner
¥ O & Shatus Bar
= Toolbar. ..
S Leadcl|  InfoCenter ¥ |[¥] Show InfoCenter  Cultalct]
ITDDATAT1
——— 9 supportMa... F11 Show Call Map
=38 Lead C: }
CIiS users | & Alams.., ShiFt+F11 Show HEATBoard
logi f] Activity Log...
Join [l Aty leg GotocalMap  ClrkAl+m
GotoHEATBoard  Chrl+Alt+8
EC 6| ®
|Shnw of hide the InfoCenter Production Heat 2l 4| |5 3] |
m“ [ 5] tnbuose - Microsoft O ] 3 c:ATemp ] 51 HEAT Call Logging.do... q B[O B OB s0am
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Modify Call Logging to view ‘Global’ HeatBoard issues only.
Click on ‘edit’

Click on ‘User Preferences’

Click on the HeatBoard tab

Highlight Global only

Sort by = posted date/time

Direction = descending

Team Consolidation = show selected teams separately.
Click ok

IP@. c JE'

~ Eile  Edt iew Group  Customer  Solukion  Accessory  Report AutoTask  Help

D APDE|N BB

|Infocenter x|
BWLd aE@
=) Global |

=38 Lead Call: 00246368
ITDDATAT1 PROBLEMS

=147 Lead Call: 00241979
CJIS: users hang after trying to
login

Display | GrdSetings | Supporital | MAPAIM | POP/SHTP |
Losation | Paths | Sounds | Prompts ~ HEATBoad | CallMap

HEATBoard lssue Sorting— [ Team Selection
“Sothy—— | Selected Teams: 1 Team selected

" Posted By

& Pasted date/time

€ Last modified datedtime

€ Enpistion dete/time LY

~Direction | tove Up Move Down
" Ascending

~ Team Consulidation

 Descending
 Show selscted teams separately

" Combine selected teams
" Combine selected teams except Global

x|

|F!eady

Production Heat

W O] nbos - Micrasaft Ou. . ] £ CitTemp ] ) HEAT Call Logging.do.. " Call Logging i B VIO 3 FENB B sdzam
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To see all incidents for an issue
Right click on the lead call within the Heatboard
Click open group

Gallliopeing;

file Edt View Group Customer Solution  Accessory Report  AutoTask  Help

HPDEL A bR

BHA L EE®

= Global

View Details, ..
Link Current Call....
Unlink Current Call....
Set Lead Call...

CJIS: users hang after
login

AutoClose LinkeREalk

Edit HEATBoard Issue...
Delete HEATEoard Issue. .
New HEATBoard Issue...

Refresh HEATBoard Issues
Current Call Info...

Chrl+al+C

G ko Call Map

|

|Tpen group of linked call records Production Heat B R EE

mﬂ 0] Inbox - Micrasaft Ou. . ] 3 CATemp ] ) HEAT Call Logging.da... VIO 3D OB s
—
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To refresh the HeatBoard issue list
Click on the refresh icon on the InfoCenter taskbar

Il Logging - [Big Dogs (B) - 1 of 1]

@ File Edit ‘iew Group Customer  Solution  Accessory  Report AutoTask  Window  Help _BX
Q2 HPVE WV HEF WAL ATED P
X

CallID: 00249036  Stopwstch:  0:26:23  Count: 1 Status: Open

ta % & B & Cust D # E [3286230 | Other Contact Infor
= Glohal F/L Name [ROD | |[PEGORS | Name |
@ & Lead Call: 00258775 Location | 3303 E MaIN - BRICK BLD WEST OF PEN I Phore [ 1 - | Eut | ]
Fin - F\x%d Asset "error City |BISMARCK | State Location |
occurred Departrent |Department of Conections & Rehabilitation ‘ Dept # E-mail |
Division |
E-mail |ipegors@state. nd.us |
Category: \web Systems ¥|  Impact | Medium | ‘Heslricls ability to conduct business |
Call Type: |'wiark Managemernt System ¥|  Urgency: | Medium | ‘Need resolution in near future |
Sub-Call Type: v| Priority: 3|
Refered by: i lssue: ‘ | ‘

Incident as reported by customer

wms logain issue. See journal.

Resolution sent to customer

M elanni Hoff has submitted service requests in the past - $0 was a part of the corect aroup upon setup. The last request submitted was 10/28/2004. The A
issues mentioned in the Joumal from A1 Veit e said that sometimes wms doss not update the member in the group. ' itdappsgrp’ ] was resolved salier in the
eal - 50 should not have been an issue with this account. Ticket was left open to see if there were any other issues with request submittals-doesn't appear to @

Fieceived By: | ahesel 10/24/2005 || 01:31:08pm | Escalated toLevet (2|

Moified By: |pdosch 02/10/2006 || 06:50:54am | Survey ieceived arc 90 Overide Recy Date: [T
Cloged By I . Original Priority: zl Override Close Date: l:l

7 Dretail [0] @ Assignment (2) | @ Joumal (31 | 0] @ 4 <

@ % loginfzecurity | Probiletm ‘ M Q ] g
Customer |dentification

Test Heat o I [ el

4

i4 start
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My Hot List usage

‘My Hot List’ is a tool to allow you to bookmark certain Heat tickets that you can call up at anytime.
Adding & removing tickets from your Hot List does not effect the ticket in anyway.

To add a ticket to your Hot List:

Go to the ticket you want to add.
Click on Group, from the menu bar.
Click on Add Call to My Hot List.

Click OK.
CallLogging - [Big Dogs (B) - 1 of 1]
® File  Edit View | Group | Customer  Solution  Accessory  Report  AutoTask  Window  Help -8 X
2P| & P_) m}g % New Call Group... 3 ﬁ@ ?
@ Cpen Call Group... O loges  Countr 1 Status: Open
N "
RN Simple Search ' Other Contact Info:
Close Call Groy
= Global el P Feaons | —_— ]
2 # Lead Call: 002587 £ work croup LD WEST OF PEN [l Prone [ ) - | Ext| |
ELnCL"::;?d Asset "erm ) ={ State Location |
ilitati Dept -mail
8? My Hok List s & Fehabilitation pt H#|5300 | E-mail |
IR |
[
=p *|  Impact |Medium ‘ |Hestrlcls ahility to conduct business |
pstem *|  Urgency: |Medium ‘ |Need resolution in near future |
) Refresh Group Ch+E | Priority: El
Call Record Mavigation 3 o Issue: | |
@ Call Record Browse. .. Chri+B
&7 add Call to My Hot List Chr+m
Add Call to Hot List »
% 1600 (B)
'b 2 all Open Calls .
2 equests in the pazt - s0 wag a part of the comect group upon set up. The last request submitted was 10/28/2004. The &
18 3 Call Groupl AlVeit [he said that sometimes wms does not update the member in the group.* itdappsarp’ | was resolved sarlier inthe
r—|-|yx-.-a| —orgrorrorTrEvermeerrarrsue with this account. Ticket was left open to zee if there were any other issues with request submittals-doesn't appear to 3

Fieceived By: [ ahogsel 10/24/2005 || 01:31:08pm | Escalated to Level: [2 |
Modiied By: [pansch 02/10/2006 || 06:50:5dam | Survey received on: 70 Overide Recy Dale [T
Closed By: I ¥ Original Frioriy: (3| Dveride Close Date I

iy A Call Loa | By Detail (00 | [ Assigrment (2) | @ Joumal (31 | 0 & 0404 B

@ % loginfsecurity | Prablem | M g 5] @

Ready Test Heat 26|17 |2 [ | 8]
—
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To view tickets in your Hot List:
Click on Group, from the menu bar.
Click on My Hot List.

Il Logging - [Big Dogs (B) - 1 of 1]

@ File  Edit  Wew | Group | Customer  Solution  Accessory  Report  AutoTask  Window  Help -8 X

g f_") 2y g Mew Call Group... 3 @ ? .

Open Call Group... G koeizg counk 1

Status: Open

Simple Search 3

o
(i £ EE Other Contact Infa:

= Global Close Call Graup FEGORS Name ]

jia]
=)
]
& P Lead Call: 002587 &) yyork Group LD WEST OF PEN J1[ Prone [ - | Ewt | |
53
&
DJ
DJ

Location ‘

occurred”

Fin - Fixed Asset "emrg .
i Dept
My Hok List i & Rehabilitation ep!

E-mail ‘

=5 ~|  Impact: |Medium ‘ |F|estricls ability ta conduct business |
=l pstem | Urgency: |Medium ‘ |Need resolution in near future |
() Refresh Group Ctrl+E | Prionty: E

Call Record Mavigation 3 ™ Issue: | | ‘
@ Call Record Browse. .. Chri+B
&7 Add Call bo My Hot List ChrkH

Add Call ko Hat List »

1 Big Dogs (B)

ve

2 All Open Calls

2 equests in the past - so was a pait of the comect group upon set up. The last request submitted was 10/28/2004. The
18 3 Call Groupl AlVeit [he said that sometimes wme does not update the member in the group..." itdappsarp’.] was resclved earlier in the
r—l—rvr,-:u —SOSHIUN TIOTTEvE DEErTarTEsUe with this account. Ticket was left open to see if there were any other issues with request submittals-doesn't appear to

< (05

Received By | ahoesel 10/24/2005 || 01:31:08pm | Escalated toLevel: [2 |

Modfied By: |pdosch 02/10/2006 || 05:50:54am | Survey received on: Iy Ovenide Recy Date: C_zz |
Closed By: i : Original Priority: [3_| Ovenid Clase Date: [ ]

4 B) Detail (0) | [B assignment 2) | B Joumal (30 | T M 4 BB
@ % loginfzecurity ‘ Problem | M Q (s} g

Ready Test Heat |67 [ ) 8] <
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To remove tickets from your Hot List:
Click on Group, from the menu bar.

Click on My Hot List.

Scroll thru the Group to find the ticket you no longer want in your list.
Click on Group, from the menu bar.
Click on Remove Call from Hot List.

Click on Ok

@ File  Edit Yiew Customer  Solution  Accessory  Report  AutoTask  Window  Help _8x
e | @E"/E’ﬁ @ Mew Call Group, ., R@ P
InfoiCenter @ Open Call Group. . O Loses  Cont: L Status: Open
L ‘é' & Simple Search g DOther Contact Info
= Global b Close Call Group FEGORS . |
B P Lead Call: 002587 ) wiork Group LD 'wEST OF PEN [1| Phone [{ ) | Ext| |
Fin - Fixed Agset "errg| - [ state - |
occurred” ) Sl
il Dept -mai
&7 1y Hot List < i Rehatiltation | Dept #[5300 | ‘ B |
L \
[@ Save Criteria As. ..
") *|  Impact: |Medium | ‘Hestncls ability to conduct business ‘
5 ystem | Urgency: | Medium | ‘Need resolution in near future ‘
2 Refresh Group ChrHE v| Priority: Zl
Call Record Mavigation 3 b Issue: ‘ |
@ Call Record Browse... Chrl+B
&7 Add Call to My Hot List ChrlM
Add Call ko Hot List ¥
>@. Remove Call from Hok Lisk
%@ 18igDogs (B)
'h 2 Al Open Calls : .
2 equesls in the past - so was a part of the correct group upon set up. The last request submitted was 10/28/2004. The A
48 3 CallGroupt AlVeit (he said that sometimes wins does not update the member in the group. ' itdappsarp'. was resolved earlier inthe
WEG‘ =gorsrmTTOTTEvETEErrarTEsue with this account. Ticket was left open to see if there were any other issues with request submittals-doesn't appear to 2
Fieceived By: |ahoesel 10/24/2005 || 01:31:08pm | Escalated toLevet (2 |
Modfied By |pdssch 02/10/2006 || 06:50:54am | Survey received orc I Overide Recy Date: [T
Closed By: [ Diiginal Frioriy: (3| Wi Glmo iz [ ]
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Tips & Tricks

Adding a shortcut icon to your toolbar...

Click on Manage Auto Tasks

Click on Team

Select the Autotask you want to run

Click on the Associated toolbar button

Select the icon you want to use

Click ok (you should now see the icon in your toolbar)
Click close

Removing unwanted icons on your toolbar...

*You must open the customize window first to do any work with icons...
Click on the downarrow at the end of the toolbar

Click on customize

Now drag and drop icons from your toolbar to the customize window
*you can get icons back or add new ones by reversing this order

*you can change the position of the icons by dragging & dropping
When you are done Click close

Adding a new toolbar

Click on the downarrow at the end of the toolbar
Click on customize

Click on toolbars

Click on new

Enter a name and click ok

Click and drag the toolbar to the top of the window
Click close

Changing the theme of Call Logging...

Click on the downarrow at the end of the toolbar
Click on customize

Click on the tab 'Themes'

Select the theme you want

Click apply

Click close

Problems Logging into Heat due to the DSN not selected or missing.
Two different issues can occur when you try to start Call Logging and you get the following screen.

ol EO S E T CE LS T O Y e e RS T L

Pleaze zpecify the Data Source to use with HEAT

[ Automatically use this Data Source in the Future.

Qk | Cancel

First, click on the down arrow and select ‘Production Heat'. If it is found, then checkmark ‘Automatically
use this Data Source in the future’ and then click OK.
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HEAT Service G

Ut LS e

Fleaze specify the Data Source to uze with HEAT

| Production Heat

Iv Automatically uze thiz Data Source in the future.

You should now be in Call Logging, and this window will not appear again.

k%

If ‘Production Heat' is not found then you need to create a system DSN. This is done by doing the
following:

Click on Start

Click on Programs

Click on Administrative Tools
Click on Data Sources (ODBC)

Select the ‘System DSN’ tab

Click on Add

Scroll down and select ‘SQL Server’

Click finish

Enter ‘Production Heat’ in the name field.

Enter ‘itdsqglpgl’ in the Server field.

Click next

Click next

Place a checkmark in ‘Change the default database to’

Make sure that the field below this shows ‘HEAT’

Click next

Click finish

Click ‘test datasource’

It should show ‘successful’, if not then you need to contact the Service Desk
Click ok

Click ok

Click ok

Repeat the process to start Call Logging, selecting Production Heat and placing a checkmark in ‘use this
datasource...’.

If you still cannot get in then contact the Service Desk
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Heat Self Service

The Customer Problem Tracking System allows you to view tickets that you have created and are still
open or they have been closed in the last 60 days.

To use this system you need to know the password assigned to you, please ask your IT coordinator for
assistance.

Click on this url to go to the HSS login page http://itdheat/heatselfservice/default/en-us

ITD

— Customer Problem Tracking System

Navigate This Site

» Login Login (nnn-nnnn)
Contact Us
How do I User ID
Password

Enter your User ID, which is your phone number in the format 555-1212
Enter the password supplied by your IT coordinator
Click Login

ITD

Depariment Customer Problem Tracking System

Navigate This Site

» Home Problem History
Profile Informatian »  Below is 3 list of all Open Calls and Glosed Calls you have reported in the past 60 days, starting with any Open Calls, followed by Closed
Contact Us Calls, ¥ou may view the details about a problem by clicking on the underlined text in the Problem # column,
How do 1
Logout Problem#  Status Date Description
0024a545 Closed 10/19/2005 Cannot access any info like paycheck ,benefits etc.
If you know the referance 1D of the 00245396 Closed 10/17/2005  Unable to access server, This is a wmware session and 1 hawvn't used it for awhile, so it
issue you want to wiew, enter the probably....
1D in the form below, 00246654 Closed 10/3/2005  I've installed v4.1.1 on ITDO8407.itd.nd.gav but [ cannot access the box, 1 have the same
version installed. ...
Reference ID: 00245838 Closed 9/26/2008 I am trying to install Bl& Pro and it requires that T turn off Terminal Services, how do I do that?
00244484 Closed 9/13/2005 Tony, can you help me change the profile on the Heat BRM server sometime on Wednesday,
00243935 Closed 9/7/2005  JERRY CANNOT GET T THE WiDRIVE.
00243606 Closed 9,/6/2005 My startup script is still running, some of my drives are not mapped.

If any tickets for you are Open or Closed in the last 60 days you will now see a link to each of those.
Click on the problem# to access each of the tickets. When you are done click on Logout to exit the
system.

You can also see the information that we have on file for you by clicking on Profile Information.

The Problem# and Reference ID: are the same field.
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= Trot I o
Fil it Viey svortes  Tools  Help w
Qbak » & - [H &) | Psearch FrFavortes @ | (3- S B © 3
Address ] s ficdheattestz heatselservicedefaultfen-us/CallTicket asp?CallID=00260641 8RecordPositionCall=080penca v | [gd 6o Google - | [v| (G| search ~  Ep6biocked
]
Anformation Fechnology .
p— Customer Problem Tracking System
MNavigate This Site
Home Issue: 00260641
» Issue Details
Account Information 1€ < > >l
Contact Us
How do 1 Cust D # 701 777-2222 Other Contact Infos
Lot F/L Mame  LIND Help Desk. Marme UMD Help Desk.
Lol Location Phone 7772222 Ext
ity Grand Fork: Staks ND
If you know the reference I0 of the = RS AE e Locabion (LNEY
issue you want to view, enter the Department  Univarsity of Morth Dskots Dept # 2300 E-mail itss.help@mail.und.nodak edu
10 in the farm below, Division
E-mal  IT55_Help@mail.und nodak edu
Reference ID: 3
Category: ConnecthDr Impact:
Call Type:  Human Resources Urgency:
Lookup Issue
Sub-Call Type! Braduction NDHE: Priorit: 3
Referred byt Tssue: Lead Call 000002156
Incident as reported by customer
Cpersan: UND Help Desk. ~
Cphone 777-2222 n
Clacation:UND 3
Cemailitss help@mail und. nodak. edu
Assignee: SUPPORT CENTER.
CallType REMEDY TRANSFER
CustD:777-2222 [
Resalution sent to customer
Received By:  aTG 1252006 143118 PM Escalated to Level:
Last Modified Byt ahoesel 1252006 2406:19 PH £ survey s received on:
Clazed By: Original Priority: %
ST
2]
&] Done %J Lacsl intranet
m 7| (3] o -mirosof, .| 5 wiinss | #4 veat adniistr.., | o callogang s, | &) ddtionalates.., | &) sue petais -m... [ Deskion > ‘ V2 O30 ® S OSE 10s7am

This page contains all the main information stored for this ticket, i.e. Customer data, Other contact data if
available, Categorization of the incident, status, description of the incident, resolution of the incident.
Clicking on Additional Notes will show you any notes with this incident, but due to sensitivity issues the
actual text of that note will not be displayed.
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iHeat Web Client

This web based client allows you access to Heat Call Logging but at the cost of speed. If you have the
full client installed on your pc or the iHeat thin client those would be the preferred method of use. But if
you are away from your desk and are behind the ND State firewall you can access your tickets via this
tool.

Since this is a web based system, unified login will not work so you will be required to login twice, once to
the database, the second time into the product. Please note the difference in passwords...

Click on the link http://itdheat/iheat/javalogonsigned.html

(g @R

? Logon ko ikdheat

User narne: I

Password: I

Logaon | Zance|

Enter your NDGOV userid & password then click 'Logon'.
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Copyright® 2004 FrontRange Solutions Inc.
For more information, please see Healp About.

User D Spztem Information

Igulsnd [rata Source:  Production Heat

Passwand: Adrminigtrator:  Jermp Olzon

Email: golzon{@ztate. nd.uz

Ixxxx

o]

Enter your NDGOV userid & the password 'heat' in lower case. Then click 'OK'
Access at this point is no different than if you were running the full client, just remember that this process

is very slow and should be used only when needed.

When exiting the web client please click on File and Exit for iHeat first before closing the browser window.
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